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COOPERATIVE PURCHASING MASTER AGREEMENT
NO. 00318
PUBLIC SAFETY COMMUNICATIONS PRODUCTS, SERVICES AND SOLUTIONS

WATSON CONSOLES SERVICE STANDARDS
Watson Consoles has built a highly responsive service process in which dedicated and experienced personnel nurture clients every step of the way, from original concepts to ongoing post-installation care. Due to the rigors of the emergency environment, we are committed to providing responses and resolutions to support these vital personnel.  The difference is in the details and Watson Consoles is committed to our customers and their unique situation.  With this in mind, we have formed the following service responsibilities and expectations designed to meet and exceed our customer needs and expectations.
Service Terms and Conditions 
In the event of an issue with Watson Consoles manufactured products and components covered under the warranty and found during the applicable Warranty Period, items will be repaired or replaced (at Watson’s discretion) upon prompt notice from the original buyer. The customer may be asked to perform troubleshooting tasks before product repair or replacement will be provided. Service issues will be prioritized and responses will be appropriate to the level of the issue.	
Service Issue Priority Definitions 
Watson Consoles technical service department will respond to all service issues via phone or email within 24 hours of customer contact.  The purpose of this response is to evaluate the issue and work with the customer to identify the source through onsite troubleshooting tasks. If a matter is not resolved through customer troubleshooting, it will be assigned a priority level. The response and actions Watson takes will be based on an assessment of the impact of the reported technical concern on the customer’s operations. Accurately prioritizing your technical problem is critical to our mutual success.  The following guidelines define the appropriate priority level assigned to the issue.



INITIAL EVALUATION— 24-hour response (weekends included) 
When a service matter arises, please contact Watson Furniture Group 24/7 via the following email address: service@watsonfg.com. A Watson service representative will respond within 24 hours of notification. The service team may be reached via telephone 360-394-1302 during the normal business hours of 7am through 5pm Monday through Friday (PST).
STANDARD PRIORITY— 4-week resolution (weekends excluded) 
A standard issue does not affect the function of a console and is often only cosmetic. The console appearance is affected due to defect. These issues are resolved with a 2-week production time and ground shipping for necessary replacement parts. 

URGENT PRIORITY— 2-week resolution (weekends excluded) 
An urgent issue affects the functionality of a console but does not render it unusable. The resolution to these issues often includes expedited production time and expedited shipping of replacement parts. 

CRITICAL PRIORITY— 48-hour resolution (weekends excluded) 
A critical issue results in the console being unusable and unmanned. If the nature of the issue requires replacement manufactured parts, Watson will expedite production and shipment in any possible way.

** For Alaska and Hawaii shipping lead times may vary**
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